
	Mr M Mohammed

	23 Hillcrest Road

	Purley

	Surrey

	CR8 2JF

	


6th May 2005

Dear Mr Mohammed,

Further to your letter dated 2nd May 2005, concerning the events of carpet fitting since the installation date of 11th October 2003.

Firstly when you called some weeks after the initial fitting date we returned to re-stretch the carpet, which is fairly normal for a tufted product as when installed during winter months the backing can be quite stiff in cold weather and needs to become supple for maximum stretching. 

The reason for this is because the primary backing which is made from latex can be become supple with the warmth of central heating, this then gives a fullness to the carpet which requires re-stretching and is not a result of poor fitting as you suggest.

After the re-stretch was undertaken, you were left satisfied and we did not hear form you again until over a year later in December 2004 when a request was made for copies of the original invoice for your files!

On the 24th January 2005 you wrote & requested an inspection of the carpet.

During my inspection on February 22nd 2005 Mrs Mohammed pointed out the offending areas to be the top floor room and some of the stairs, which are slightly short in width.

At that time I did ask the question whether the carpet had been steam cleaned and was told by Mrs Mohammed that the carpet had not been cleaned.

My response then was that I could not explain as to why the carpets had moved so much, as there was at least 10mm gap all around the perimeter of the loft room and it is also short on the width of some stairs.

I also pointed out to Mrs Mohammed that in the bedrooms, what was being considered as poor fitting or ‘short cuts’ by yourselves is actually a large gap between the floor and bottom of the skirting boards which gives the illusion that the carpet is short.

In your letter dated 2nd May 2005 you mention that when you telephoned in December 2004 regarding cleaning advise and you were advised to contact a professional company which you now admit in your letter dated 2nd May 2005 that have undertaken.

As I have pointed out in my letter dated 5th April 2005 in my professional opinion and twenty four years experience in this industry I could make no other explanation for the problem apart from possible shrinkage from steam cleaning.

By your own admission in your latest letter dated 2nd May 2005 my assumption has proved correct that a steam cleaning process rather than dry foam cleaning has been used and has certainly caused the carpet to shrink, therefore as I have previously suggested you should be pursuing replacement costs from the third party concerned.
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I am willing to help you to resolve this matter as I do agree that the carpet looks unsightly, but do not accept any liability for the shrinkage caused by others.

We have installed thousands of square metres of the same product in the last three years and a large amount of it has been installed by the same fitting team without complaint, throughout various branches of Mr Carpet Ltd.

I do not accept that this has been a poor installation and have since discussed this matter with Mr T Lowe the sub-contract carpet fitter and his recollection is that you were so pleased with the installation that you suggested to take a drink with him socially.

As I have previously mentioned, I am willing to help you resolve this matter, which would result in the purchase of a new piece of carpet for the loft room and possibly an adaptation of the existing loft room carpet to other areas to keep costs down.

If you would like to call to discuss the options that are available to resolve this matter, I am sure we can bring this complaint to an amicable closure.

Yours sincerely

Colin Symonds

Branch Manager


